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ABSTRACT
The purpose of this study is to describe work satisfaction of Arab
social services employees in Southern Israel, to compare it with work
satisfaction of Jewish social services employees, and to ascertain if work
satisfaction of Arab and Jewish employees is either similar or different.
In the State of Israel, the national government which has a historical
conflict with the Arab people has to approve all local administrations,
policies, taxes, and budgets.
In this study two hypotheses are posited. The first hypothesis states
that work satisfaction of Arab social services employees who are controlled
by administrative structures nominated by the Israeli government differs
from work satisfaction of Jewish social services employees. The second
hypothesis states that work satisfaction of Arab social services employees
who are governed by an elected local administrative structure is somewhat
similar to work satisfaction of Jewish social services employees.
Forty four employees of Arab and Jewish social services departments
filled out questionnaires which included five dimensions concerning work
satisfaction. They were divided into three groups: Group A included 15
Arab social services employees of two nominated administrative structures;
group B included 15 Arab social services employees of an elected local
administrative structure; and group C included 14 Jewish social services
employees.
I
The findings of the study lead to accepting both hypotheses. Work
satisfaction among Jewish social services employees was 4.35 on a S-Point
Scale, (1= strongly dissatisfied... J= strongly satisfied). Work satisfaction
among Arab social services employees who are governed by an elected local
administrative structure was 3.95. In comparison, work satisfaction among
Arab social services employees who are controlled by nominated
administrative structures was 3.65.
The findings in this study indicate that administrative structures,
whether elected or not, can increase or decrease work satisfaction of
employees, and that Arab social services employees are less satisfied than
Jewish social services employees under the administrative circumstances
explained in this study.
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1. L Statement of Problem
l.?. Research Questions
1.3. Background of the Population
1 t IT{TRODUCTION
Work satisfaction has received considerable attention in the social
science and management literature. Many researchers of organizational
behavior have studied work satisfaction in different types of organizations:
political, social, cultural, religious, and others.
Work satisfaction describes the affective orientation towards
anticipated outcome ( John & Edward, 1972). Baron (1989), defines work
satisfaction as positive or negative feelings, beliefs, and behavioral
intentions directed toward one's work. According to Arches (1991), work
satisfaction is an affective state to describe the feelings of employees about
their work. The concept is associated with the size of the organization,
employees, demographic characteristics such as age, gender, education,
marital status, roles, working conditions, financial support, and others.
Satisfaction at work is very important and necessary to the success of
any organization. Satisfied employees can contribute their abilitie s,
facilities, and their experiences toward the success and advancement of the
organization. Researchers measure work satisfaction to predict absenteeism
and turnover of employees. According to John & Edward (1972), work
satisfaction can be measured simply by asking people to rate their
satisfaction with their jobs on a Likert-Type Satisfaction Scale.
Furthermore, work satisfaction can be measured by asking employees such
questions os, "How do you feel about the amount of opportunity for
promotion that you have on your job?" (McFarlin, 1991, p. 31). Work
satisfaction can be measured as an independent or dependent variable. It
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depends on the nature of the study itself and the variables under
investigation.
Regarding the Arab population in Southern Israel, many areas such as
culture, family structure, patterns of marriage, customs, traditional
medicine, and others have received a lot of literature coverage and they
continue to be studied. But unfortunately, the subject of work satisfaction
of Arab social services employees has been neglected as well as the
population itself concerning social services development and programs
planning.
Between the years 1991-1992I worked as a social worker for one of
the Arab social services departments in Southern Israel. Frequently I felt
dissatisfied with my overall job for many reasons: Iack of resources,
physical conditions, working conditions, advancement, achievement, and
so forth. This feeling induced me to test how other Arab employees feel
about their overall work and to compare their feelings with those of Jewish
social services employees.
1.1. Statement of Problem
This field study addresses work satisfaction of Arab social services
employees in Southern Israel, and compares it with work satisfaction of





There were two questions to be answered by this study. They are the
following:
Ql: Does work satisfaction of Arab social services employees who are
controlled by administrative structures nominated by the Israeli Interior
Ministry differ from work satisfaction of Jewish social services
employees?
Q2: Is work satisfaction of Arab social services employees who are
governed by an elected local administrative structure similar to work
satisfaction of Jewish social services employees?
In order to answer these questions three groups of social services
employees were considered: two Arab groups included 34 Arab social
services employees in Southern Israel and one Jewish group that was
randomly selected whose 26 employees were asked to participate in the
study. Of the Arab groups, one is governed by a local administrative
structure elected by the local residents and the second group is controlled by
administrative structures nominated by the Israeli Interior Ministry, and




According to Feldman (1989), the population of Palestine in 1947
was 1,835,000 people. Of them, 608,000 were Jewish. In 1948, when
Israel became a Jewish State, around 750,000 Arab Palestinians were driven
out of their homeland and became refugees.
In 1949 the 160,000 people who had not left their land had to become
unwanted second class citizens of Israel ( Warnock, 1990). This population
was transformed from an economically and politically powerful majority of
59?a to a small and weak minority of ll Vo (Yiftachel, 1992) and controlled
by the majority of Jewish people (Haidar, 1991). Of this Arab popularion,
approximately 13,000 were people living in Southern Israel (Abstract
Statistical, 1992). According to Marx (1967), the Arab popularion in
Southern Israel prior to 1948 was 65,750 people. This population was
labeled the Bedouin of the Negev by the Israelis because of the intention of
the Israeli policy to divide the non Jewish (Arabs) into a large number of
distinct minorities (Smooha, 1982). In other words, the term Bedouin, as
well as terms Dn:z and Christian are used to separate the Arab population
in Southern Israel from the large Arab minorities in the State of Israel.
Back in 1948, most of the Arab community stnrctures that existe,C at
both local and national levels had to disappear. Instead, two structures were
established in 1948 to supervise and control the Arab population: the
Military Administration and the Oftice for Minorities. The latter was used
to mediate between the population and the Military Administration that
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made the policies and decisions concerning the Arab minority (Haidar,
1991). Three Military Administrations were established: in Northern Israel,
Central Israel, and in Southern Israel (Jurays , 1967). Each administration
had the responsibilities of supervising the Arab population within its area.
These Administrations were completely canceled in 1966 (Yiftachel, L992).
The cancellation of these Military Administrations never meant equal rights
for the Arab minority.
According to Smooha ( 1982), as long as the conflict between rhe
Arab World, especially Palestine, and the Jews continues, there will be no
radical solution to the difficult issue of the Arab minority in Israel.
Furthermore, "the Jewish Public neither considers Arabs as part of the State
(Israel) nor does it perceive their problem as a national issue. Hence it
(Israeli authority) grants the authorities (all in Jewish hands) a free hand in
handling Arab affairs and renounces its right to intervene in policy-making"
(Smooha, 1982, p.74).
1.3"?. The Arabs in Southe.,rn Israel
According to the Statistical Abstract of Israel (1992), approximately
55,000 Arab people live in five Arab villages in Southern Israel. Elbaz
(1993) reported about 50,000 people live outside these villages and are
served by the department of social services of the council of Masos.
Unfortunately, because many Arabs in Southern Israel still lead the nomadic
lifestyle, there is no an accurate information about their population. But all
references indicate about 100,000 Arabs live in Southern Israel.
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The Arab community in Southern Israel is conservative, traditional,
and tribal. People live in extended families.
In t967, after a decision taken by the Israeli Offices, a transition of
the Arab population to permanent villages was started and a few families
were moved to the first Arab village.
In 1973, the second Arab village (Rahat) was established ( Bar,
1985), and almost 10,000 people were moved to the village. The Israeli
Interior Ministry had nominated the Local Council of Rahat to serve the
population. In 1989, the Interior Minister allowed, for the first time, the
residents of Rahat to vote for their local administration and representatives
for the Council.
After the Egyptian-Israeli peace accord in 1978, three other Arab
villages were established in Southern Israel for the Arab population evicted
from Sinai. Sinai was previously under the Israeli occupation and was
returned back to Egypt in 1978. In 1983, the Regional Council of lr{asos
was nominated to serve the population of these villages (Elbaz, 1993).
Recently, in 1991, two other Arab villages, Hora and Lakia, were
established on the highway between the Jewish cities of Arad and Beer-
Sheva. The Regional Council of Shoquet was nominated in 1991 to serve
the population of these two villages (Regional Council of Shoquet, 1992).




2.1. Theories of Satisfaction
2.?. Decline and deterioration at Work
2.3. Work Satisfaction at Social Services Agencies
2.4. Conflict and Political Activity in the Organization
2.t Theories of Satisfaction
Work plays a critical role in a person's life, and in the way in which
the individual perceives himself or herself. According to Baron (1989), the
majority of people maintain beliefs and opinions about their work.
Satisfaction and dissatisfaction are a function of the relationship between
what a person expects from his/her work, and rvhat he/she actually derives
(Locke, 1969). It likewise expresses the gap between what an individual
feels he should receive from his work, (ideally speaking), and what he
derives from it in point of practice, i.e. the actual situation (Lawer, 1973).
A sense of satisfaction, or its absence, is therefore an individual's
subjective, emotional reaction to his work.
Numerous studies have been conducted concerning organizational
behavior in the realm of work satisfaction. The importance of work
satisfaction can be attributed to its influence on the way in which people
function at work. There are a number of ways to measure work satisfaction.
The most widespread technique is to construct a multi-rung scale with each
of the steps relating to worker satisfaction based on various aspects of the
overall work environment: the work itself, wages, prospects for
advancement, job responsibility, working with colleagues, and so forth.
This scale of satisfaction is referred to as the Job Descriptive Index. An
additional course is to have employees describe specific instances which
reflect their satisfaction, or dissatisfaction, in the workplace. This method,
known as Critical Incident Procedure, relies on worker interviews (Baron,
1 9 89).
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The well-known psychologist Abraham Maslow (in Feist, lgB5),
claimed that individuals are motivated by the drive to meet their own needs
on a prioritized, hierarchical basis. Maslow ranked these needs on a scale
ranging from the most basic and extending up to the loftiest, most elevated
needs. At the basis of this scale are such needs as those elements required to
survive, followed by feelings of safety, a need for affiliation, love, societal
recogllition, and at the top of this scale is the need for self-actualization.
Maslow opined that an imbalance would form if and when needs went
unmet. Individuals then seek to find a new equilibrium based on meeting
these, (previously unmet), needs. When these specific needs are eventually
Figure 2,1.1.




met, the sense of satisfaction declines in importance, thereby allowing










It can thus be stated that satisfaction in the work place is achieved
when work meets the existing needs of each person, based on this
prioritized scale.
Fredrick Herzberg (1966), who conducted studies to measure work
satisfaction, distinguished between two principal factors in work
satisfaction. Motivator factorso related to the work itself, achievement,
advancement, recognition, responsibility, promotion, and the opportunity
to move up and to develop, are frequently referred to as elements which
increase, or decrease work satisfaction. In contrast, maintenance factors, or
hygiene factors, relating to interpersonal relations, working conditions,
salary, supervision, and organizational policies, are considered a reason for
lack of work satisfaction.
Herzberg concluded that work satisfaction stems from fluctuating
factors, (motivators), and specific aspects of the work itself, while the
absence of work satisfaction stems from the actual context in which work is
carried out. Thus, while the presence of motivators brings about work
satisfaction, the maintenance factors can't produce work satisfaction. In
other words, good work conditions can diminish a sense of rvork
















Herzberg's Two Factors Theory of Motivation (Baron, 1989, p. 163).
The Theory of Expectancy is a broader approach to analyzing work
motivation. This theory stresses that people are motivated to work when
carried by the expectation that work will answer their needs. The theory
views the worker as a rational individual whose performance is dependent
on his motivation, which in turn is influenced by the following elemenrs:
the expectation that exerting oneself at work will be expressed through good
performance; the expectation that good performance will lead to fair wages;
and the expectation of meaningful work wages as viewed by the worker
(Baron, 1989). This theory stresses that in order for the worker to derive
satisfaction from his work, the worker's organization must enable the
worker to perform his work as expected, and to inform him of the salary he
can expect. Unobtainable expectations at work reduce the worker's






















A more comprehensive approach used to explain the source of work
satisfaction is the Theory of Equity (Baron, 1989). According to Baron,
workers are constantly comparing themselves to other workers based on the
criteria of input, productivity, and the relationship between the two.
There are three situations which the worker experiences: inequality
stemming from an excessive wage; in which the worker feels he is paid
more than others; inequality when the worker is undeqpaid and feels he is
earning less than others, and a situation of equality in which the worker
feels that he is investing in his work and receiving as much as others in
return. When the worker feels there is inequality, he attempts to equalize
matters through behavior intended to instill a sense of fairness.
According to Adams (1963), various studies show that when workers
sense they are being paid too much or too little, they feel dissatisfied with
their work, in contrast to those who feel they are earning what they deserve.






factor at work, and a source of work satisfaction.
The structure of the organization affects the worker's motivation to
work, which is in turn most greatly influenced by a worker's immediate
supervisor. A majority of people reach the workplace in a motivated state,
but the effects of neglect and inattentiveness act to frustrate such motivation.
This well defined process can be divided into six stages (Mekraot, 1979):
Initially, the worker is confused and embarrassed. Afterwards, he or she
becomes angry but develops subconscious hopes, followed by
disappointment. The worker then ceases to cooperate, followed by the final
stage in which all motivation disappears.
The process by which a worker's motivation is destroyed is as follows:
Intervention by a supervisor into a realm in which the worker has complete
authority; the ahsence, or withdrawal, of psychological support;
withholding information; a blow to the employee's faith in the organization;
the absence of feedback; inconsistent behavior on the part of that individual
who has influence over the employee's success at work.
The unavoidable result of this process is to lead the employee to feel
that his or her importance to the organization has been reduced, 8s well as
a diminished sense of pride, trust, security, and opportunity for
advancement. For those employees whose motivation has been eliminated,
there is an increased sense of work dissatisfaction (Mekraot, 1979).
The theories of motivation, which have been presented here.
constitute the basis for studies concerning the importance of individual
development as a condition for work satisfaction (Baron, 1989). These
studies have found that most white collar American workers, 80Vc-90Vo, are
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satisfied with their work. When asked about their expectations, a majority
replied that a sense of challenge and interest were of paramount concern,
followed afterwards by wages.
The factors essential for work satisfaction can be divided into those
related to the way in which work is arranged, and events related to both this
alrangement and the people that are part of it. In the first category, work
satisfaction is enhanced through work which is interesting and challenging
and which is made possible due to the organization, which presenrs
attainable goals, fai, reciprocity, and working conditions which facilitate
reaching one's goals (Baron, lg8g).
The growing needs of the workers to reach self-actualization has in
recent years come to constitute a significant problem for those in
management (Senter, 1984). Managerial practices which where followed
during 1960s and 1970s are now inadequate. We have reached "a new
generation" in which everyone is baffled by attempts to meet workers'
demands for improved working conditions.
This generation is affected by two principle factors: Firsr, people are
overwhelmed in their lives by doubt and hesitation. As a result, they
maintain a more pessimistic view, which in turn induces new expectations
of the organization and of the management. Second, mangers themselves
recognize their failure to utilize various factors likely to increase employee
satisfaction. This situation is due to managers'inability to construct
effective two-way communication, good cooperation, and a solid support
structure between themselves and their work colleagues.
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Good communication, according to Senter (1984), represents a
critical factors in the success of any work enterprise, insomuch as its
primary goal is to relations between workers and their employers, an
increase of productivity, and satisfaction from work. Management and
workers are beginning to be aware of the fact that work can serve as a basis
for meeting deeper spiritual needs than merely that of financial
remuneration.
According to Randael (1983), work satisfaction is dependenr on the
following elements: co-workers and managers must share similar values to
those of the worker; good work needs to earn recognition; good human
relations are essential; and the workers must be party to decisions
concerning their area of work. In other words, those factors which
influence work satisfaction are as follows: A sense of challenge and interest;
compensation which meets expectations; feedback and verbal recognition;
a connection between the effort invested and its compensation; comfortable
working conditions; good human relations; managers who display an
interest in the work of their employees; efficient policies on the part of the
organization; a sense of security at work; fair salary; cooperation in the
decision-making process; concern over the worker's well-being; clear;
unequivocal messages; and giving workers independence and responsibility.
Finally, there is a wide range of organizational arrangements which
exert an influence on satisfaction and the way in which members of an
organization operate.
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Among organizational characteristics are the follorving (Kamings,
1978): The position in the vertical echelon in which a member of the
organization is situated; the nature of the authority this particular position
contains; the number of people who work under and are answerable to the
same employee; the dimensions of the organization and the number of
departments, or units, it contains; the way in which authority is structured,
(hierarchical or broad-based); widespread division of the decision-making
process, extending to the organization's various echelons, (concentrated or
dispersed). Managers must be able to maneuver amongst these various
characteristics in order to create a high level of execution, and satisfaction --
to be derived from work.
2.2. Decline and Deterioration at Work
Individuals select a profession, invest significant time in their studies
and apprenticeship, and then begin their work. The accumulated obstacles
in their wa], the pressures with which they are forced to contend, and the
degree to which their efforts go overlooked, gradually reduce these
individuals'outlook on work (Finnes, 1984).
As time passes, they cease to initiate matters, lose interest, suffer a
loss of enthusiasm, and develop a negative stance toward work. This, in
short, is a deterioration which symbolizes work dissatisfaction and which
finds expression in the workers' sense of frustration and failure.
The elements in the work environment which are tied to this sense of
deterioration are psychological, structural, social, and organizational.
Some of these elements are of a positive nature, ( a sense of real
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significance, independence, and support), while some are negative, (the
burden of paperwork, delays).
In general, there is a tendency to focus on the existence of negative
elements at work as being responsible for the resulting pressure, and to
ignore the influence of short positive elements at work.
One study stressing that the absence of positive elements as the major
source of pressure, views this as the principal reason for a worker's sense of
work dissatisfaction, without any connection to negative elements (Kanner,
1978).
The conclusion is that managers must increase the positive elements at
work by becoming flexible, developing independence, improving
working conditions, creating greater variety and professional development,
and creating challenges and a supportive social framework. On the other
hand, managers must reduce the negative elements; bureaucracy, delays,
arbitrary regulations, positions with contrary objectives, conflicts, and the
absence of clarity at work, the objective being to increase the worker's sense
of work satisfaction. It is therefore in the organization's interest to develop
employee, as well as manager, satisfaction.
2.3. 'work satisfaction In social services Agencies
In the State of Israel, as well as in other countries over the past thirty
year, social work has grown and solidified as a profession. Social work
schools train counselors and therapists. Its professional federation has
developed and is seeking higher status and better working conditions, and
there is increased interest in developing services, treatment, and follow-up.
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According to Marcos (1980), with the social worker's improved
professional image has come a strengthened demand to transfoffn material
assistance provided to disadvantaged populations into counseling and
treatment' As a result, the providing of non-material services serves the
goals of developing the social work professional, while at the same time
contributing to the hope that this will draw greater professional human
resources to fill treatment positions.
Those who work in human services have various motivations for
having selected the field: There are those general motivational factors rvhich
are common to all professions, such as wages, the significance of one,s
work, a social framework, a desire to work with assist people, the desire to
change the world, and so forth. There are also those motivational factors
which are unique to each worker, and to his life experience. In addition to
various sensitivities, human traits, and humanitarian motivation, most
social workers also possess a sensitivity toward a specific segment of the
population based on their own life experience. In the social work profession,
people give of themselves as a part of the job; energy expended often travels
only one wa|, and this is liable to leave workers feeling burned out and used
up.
A one way street such as this can cause imbalance and weighs heavily
on professionals in the field to provide services. Workers must find a
balance between involvement which is excessive and that which is
insufficient. Furthermore, they must be adequately detached so as to remain
objective while at the same time close enough so that they don't lose a sense
of caring which is so fundamental to their profession (Finnes, 1gg4).
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A study conducted by the Israel Social Services Ministry, as a part of
its refonn program, created an opportunity to assess the priorities of social
workers. To the degree that the Social Services Ministry was viewed as a
place which stimulated involvement, based on the talents of the respective
social worker, it would be viewed as a preferred place of employment.
HoE'ever, if it was not viewed this wa!, (there was concern), it would
become a place of refugee for social workers who had not succeeded in
finding the work rhey had sought.
In a welfare State such as Israel, the Ministry of Social Services is
the preliminary body involved with providing aid ro those in need (Haidar,
1991). It represents the government agency which is responsible for
treatment and providing aid,
The ability to attract professionally qualified people is dependenr on
the image of the Social Services Ministry. This, in turn, is linked to the
feelings and perceptions of those social workers presently employed in these
offices, and who convey their impressions to others.
A study related to the present study, conducted by the Israeli health
office and included 60 social workers, found that greater work satisfaction
was derived from intrinsic rewards of the position, rather than external
elements, such as wages, and working conditions, which were Iess
important to the workers (Laopher, lg78).
Following interviews with an entire range of social workers employed
in various capacities in Israel, it was found that their satisfaction increased
based on their degree of identification with management and their
organization. This, in turn, relates to their respective positions in their
organizations, and the way in which they are integrated into their jobs. It
18
also relates to the opportunities provided to professionally specialize within
the organization (Arad, 1970).
According to Sharon (1980), a study conducted by the Ministry of
Social Services in Tel-Aviv, (Israel), revealed that employees attributed
varying degrees of importance to the different kinds of compensarion their
offices provided. Furthermore, they viewed the very existence of such
compensation in different ways. The employees' sense of satisfaction over
the existence of such compensation was influenced by the importance
attributed to them, and by the way in which they were viewed in the tield.
When the relationship between the managerial system in the social
service department, and work satisfaction was examined, it was found that
there was a high correlation between a cooperative managerial style and
employee satisfaction. A cooperative, group-oriented system was viewed
by workers as desirable, because it enable action to be taken in the most
positive way (Malca, 198 I ).
A study conducted by Bllalti (1984), examining the elemenrs which
influence social workers to leave the of social work profession, found that
the work reward viewed most favorably was the diverse, non-routine nature
of the work. The compensatory element of second-most importance was
self-actualization, and only afterwards was work satisfaction cited.
The connection between social workers' professional priorities, work
satisfaction, and a sense of professional obligation was assessed.
Kichlenki (1987), found that to the degree the workers succeeded in
realizing their priorities, there was resulting greater satisfaction from work
and a sense of obligation toward it.
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Another study, conducted in the Social Services Ministry in Northern
Israel, looked at the connection between the workers' involvement in the
decision-making process, and their satisfaction. The study found that there
was a positive correlation between involvement in decision-making and
satisfaction, proving that the ernployees' satisfaction was influenced by the
style of the management of their organization (Bogdenobski, 1986).
A study which analyzed and assessed the way in which social work
school graduates entered the workplace determined that a majority of
graduates (92Vo) successfully enter the profession. But the study also found
a gradual decline in the percentages of those actually employed in the field.
Social workers reported dissatisfaction as a result of only pafiially realized
professional expectations. They also reported of a lack of necessary
resources needed to carry out their job, difficulties with their clients, and
poor working condirions (Katan, lgSB).
According to Jayaratne (1986), a comparison of levels of work
satisfaction reported by social workers found that young social workers
consistently reported lower levels of work satisfaction than those reported by
senior social workers. These findings are worrying in what they portend for
the future of social work.
One of the schools in social work instruction contends that interaction
between different kinds of people at social services agencies increases
productivity and satisfaction at work. In contrast, there are those who claim
that an usual situation such as this causes pronounced tension at work.
One study found that age, seniority, the amount of experience, and the type
of social agency signiticantly influences the connection between the job a
worker carries out and his satisfaction (Morgan, S. 1986).
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Meller (1986), interviewed 9l social workers about their satisfaction.
They replied that the most influential factors concerning work satisfaction
were the ability to achieve results, their relations vis-a-vis clients, their
relations with the professional staff in which they worked, and finally the
time and resources placed at their disposal.
A different study compared work satisfaction reported by government
office social workers, and those who left the field in order to work in other
endeavors. The study found that the latter group reported higher work
satisfaction. Moreover, individuals from this group asserted that they had
moved into different careers after experiencing dissatisfaction in a number of
areas, such as with the various agencies in which they worked, the
challenges they faced, and the low salary they earned (Jayaratne, I9BB).
Another study examined work satisfaction and morale decline
amongst neighborhood advocate workers, child and family advocates in the
health services and community based on the exact nature of each job. This
finding suggests diminished value to a global, comprehensive approach
which purports to increase work satisfaction while reducing workers' sense
of diminishment. Rather, it is necessary to construct special arrangemenrs
for each worker based on the position the individual fills and the contexr in
which the individual works (Jayaratne, l9B4).
In conclusion, the factors affecting work satisfaction amongst social
workers, based on the studies cited here, are the following: The type of
agency and the way in which it is viewed by the workeri the intrinsic
elements of the job; a sense of solidarity with management and the
organization in which the worker is employed; the existence of various
2t
forms of compensation, and the value placed on such compensation by the
worker; a cooperative and inclusive management style in the decision-
making process; non-routine and varied work; the attainment of work
priorities and professional expectations, and self-actualization. Those
factors which induce in workers a pronounced sense of dissatisfaction are
poor working conditions, low salary, and the absence of positive factors
listed above.
2.4. Conflict and Political Activity in the Organization
A social organization is detined as a social unit that is created to
achieve one or more specific goals (Reitz, 1976). During its lifetime, an
organization, such as a social services department, hospital, or church,
faces many problems. One of the most complicated problems is conflict
which is usually followed by political tactics.
Baron (1989), defines conflict as a, "process that begins when one
person or group perceives that another person or group has taken or is about
to take some action inconsistent with the perceiver's major interests.
Conflict is indeed a person, and involves the perceptions, thoughts,
feelings, and intentions of all participating parties" (p. a7D.
According to Morgan G. (1986), conflict usually arises when
individual or group interests collide with others' interests. Conflict in an
organization can be personal, interpersonal, between groups, and between
employees and their administrators. Sometimes conflict can cause a
dysfunctional organization. Furthermore, it can lead to political actions in
the organization to meet one's own goals by influencing others.
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According to Baron (1989), a survey of managers done by Grandz
and Murry indicated that political activities in an organization are the most
common topics of daily conversation among employees. The survey shows
that l -?2 people, on a 0-3 point average scale, of upper administration
were involved with political activities, 1.07 of middle administration and
0.73 of lower level of administration were involved in political activity.
However, 0.18 of production and blue collar people and 0.50 clerical and
white collar were reported as politically active (Baron 1889, p. 421).
Political activity can arise when people think differently and want to acr on
their thoughts (Morgan, G. 1986). Political activity involves three conceprs:
interest, conflict, and power. Morgan defines interest as a, "complex set of
predisposition embracing goals, values, desires, expectations, and other
orientations that lead a person to act in one direction rather than another"
(Morgan, G. I 986, p. 149). When a worker's interesrs collide u,ith
manager's interests, a conflict, then followed by a political activity, arises.
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Figure 2.4.1.



























The relation between interest, conflict, power, and political activity.
T
The following are some types of political tactics that are used to
control other employees Baron (1989):
1. Blaming and attacking others: This is the most popular action taken
against employees when they act against their manager's will.
2. Controlling access to information: One of the best ways to demonstrate
power in an organization is to control any access of employees to the
information and to other necessary resources.
3. Developing a base of support: Another way to influence employees is ro
develop a base of support for other employees within the organization. For
example, a managet, before presenting his/her idea or plan, convinces a
large group to support the idea or plan when it is presented to the committee.
2s




Other political activities which can be taken by the administration are
the use of formal authority, control of resources, administration rules and
regulations, control of decision-making process, control of access to
important knowledge, and other tactics (Morgail, G. 19g6).
Figure 2.4.3.
The Causes of Political Activity in the organization.
To sum up, conflict arises when two or more interests collide. Often
administrators will use their power to accomplish their personal objectives.
Administrators'abusive use of power or political tactics may cause
employees to lose their motivation to work and indirectly increase their
dissatisfaction with their work. For example, when administrators refuse to
implement a program proposed by an employee even if the program is very
important for the community, the employee's motivation to work will
decrease which can increase his work dissatisfaction.
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Uncertainty Exists
Large Amount of Scarece are at Stake
Organizational Units Have Conflicting Interests
POLITICAL ACTIVITY
organizational units Have Approximate.ly Equal power
CHAPTER THREE
3. 1. Group A - Masos & Shoquet
3.2. GroupB-Rahat
3.3. GroupC-Arad
3.1. Group A - Regional Councils of Masos and Shoquet
3.1.1. The Regional Coungil of Masos
The Regional Council of Masos was established in 1983 to serve three
Arab villages in Southern Israel: Aroaer, Eksifa, and Segev-Shalom. The
offices of the Council are located in the citl,of Beer-Sheva, the biggest
Jewish city in Southern Israel. The village of Aroaer was established in the
early 80s. Its population is 6,000 people. The village is located 35 km east
of Beer-Sheva. Eksifa is located on the highway between the cities of Arad
and Beer-sheva. It is l3 km southwest of Arad. Eksifa was established in
the late 70s. The population of Eksifa is 7,000 people. Segev-shalom was
established in the late 80s on the highway between Beer-Sheva and Dimona.
It is 6 km east of Beer-Sheva. The population of Segev-Shalom is 3,000
people (Elbaz, 1993). AII three villages were established after the Israeli-
Egyptian peace agreement in 1978 to place the Arab'population evicred from
Sinai.
The Departruent of Social Seruices
The department of social services provides services to the 16,000
residents of the three villages and approximately 50,000 Arab people livin_e
outside the villages in temporary houses and/or tents. The office of the
social service department is located in the Building of the Council in Beer-
Sheva. There are l2 employees in the department: director, two secretaries,
one financial officer, six general social workers, and two program
coordinators. Of them, three social workers, one secretary, and the
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financial worker are part-time employees.
Work Division:
One part-time social worker provides general social work to the
population of Segev-Shalom. Two full-time social workers work with the
population of Aroaer and Eksifa and one full-time social worker serves the
population ourside the villages.
In each one of the villages, there is a social services unit with
minimal physical conditions. Furthermore, other departments, such as
health, share these units with the social services department. Moreover, the
outside population, in order to get services, needs to go to the office in the
city of Beer-Sheva.
Servicps Existing:
1- Elderly Day Care Center: The Day Care Center, a tent, was established
in 1992 in the village of Aroaer.
2- Women's Social Club: There is one social club in each village. It
provides services to women with difficulties r,vith their daily work.
3- Adolescent Social Club: Two clubs exist in Eksifa and Aroaer. They
provide services, such as social activities to adolescents of these villages.
4- Duy Care for Disabled Children: One day care center provides services
to almost 25 physically and emotionally disabled children of rhe population





The Department of Social Services of Masos



















3.1.2. Regional Council of -S-hoquet
The Regional Council of Shoquet was established in 1991, in the city
of Beer-Sheva to provide services for two new Arab villages in Southern
Israel: Hora and Lakia. The administrative structure of the Council was
nominated by the Israel Interior Ministry, as well as the Council's members.
According to the Regional Council of Shoquet (1992), in 1991, there were
4,870 people in Hora and 5,550 people in Lakia. The villages of Hora and
Lakia are located on the highway between the Jewish cities of Arad and
Beer-Sheva. Lakia is about 15 km northeast of Beer-sheva and Hora is
about 6 km east of Lakia.
The Departrnent of Social Seruices
The department of social services as well as the offices of the council
are located in the city of Beer-Sheva. There are six employees in the
department of social services: an executive director, two social workers, a
secretary, a financial worker, and a director of the drug program. The
social workers provide general social work to the population of Hora and
Lakia.
Currently, the depaftment started a process of establishing a day care
center for disabled children in the village of Lakia. No more services were
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3.2. Local Council of Rahat
The village of Rahat was the second Arab village to be established in
Southern Israel and the first village to have its local administration within
the community, although this administration was nominated between lg73
and 1989. Rahat is located 25 km northwest of the city of Beer-Sheva.
Rahat, also, is the biggest Arab village in Southern Israel. According to the
Statistical Abstract of Israel (1992), the population of Rahat was 21,600
people in 1991 .
In 1986, the Interior Minister had decided to allow the local residents
to vote for their local administration and their representatives in the Council.
In 1988, the first local Arab chairman and local representatives were elected
and this becarne the first Arab Local council to be elected.
The Departntent of Social Services
The department of social services of Rahat includes l6 employees: a
director, two secretaries, one financial officer, five social workers, three
program coordinators, and four assistants.
Services Existing:
1- Day Care Center for Disabled Children: Three employees (direcror and
two assistants) work with two groups of disabled children during the day
hours. The center provides social, psychological, health, and other
services to about 30 emotionally and physically disabled children.
2- Youth Social Club: Two employees (director and assisrant) work with
youth, aged 12-16 year old, who come from families with difficulties in
their daily life.
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3- The Center for Rehabilitation of Retarded Youth: Two employees
(director and assistant) and volunteers work with retarded youth teaching
them such light skills as painting, preparing meals, and grooming.
4- Students Helping Children: A social worker is responsible for finding
volunteer students to help school children with learning difficulties.
5- Summer Camp: During the summer, the department of social services
provides two camps for disabled children and children of broken families.
These camps include social activities, education, and more.
6- Elderly Club: This program is currenrly being implemenred.
The department of social services also provides classes to teach women
parenting skills, writing and reading, and educating their children (The




The Department of Social Services of Rahat



















Assistant Assistant Assistant Assistant
34
3.3. Local Council of Arad
The city of Arad is located on the highway that connected the city of
Beer-Sheva (the biggest Jewish city in Southern Israel) and the Dead Sea. It
is 40 km southeast of Beer-Sheva and 20 km west of the Dead Sea.
According to the Statistical Abstract of Israel (1992), the population of Arad
is 17,400 people. Almost all the residents of Arad are Jewish. The city is
served by an elected local Council headed by an elected local chairperson.
Tlte Department of Social Services
The department of social services is one of many other departments
providing services to the local population. There are 26 employees of the
department: director, eleven professional social workers, two secretaries,
one financial officer, one supervisor, two neighborhood workers, one
worker for the elderly, two coordinators of social clubs and two assistants,
two program coordinators, and one intake worker.
Servic.es existing:
1- Children's CIub: There are two clubs for children. The first \f,,as
established seven years ago to provide services to Ethiopian children. The
second was established three years ago to provide services to Russian
immigrant children.
2- Ethiopian Families Club: It was established five years ago to provide
social, cultural, educational, and psychological services to Ethiopian
families (parents and children).
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3- Elderly Day Care: The day care was established eleven years ago. It
provides daily services, such as social activities, individual counseling, and
support groups to the elderly of Arad.
4- Second Hand Household Utensil Center: The center is operated by
volunteers who collect household utensils and sell them cheap to clients of
the social service department.
5- Sewing Class: This class provides work skills in sewing to women in
need. The class is run by volunteers.
6- Disabled Immigrants Center: The center was started in 1991. The
population of the center is physically and mentally disabled new immigrants.
Services provided by the center are social activities, physical therapy, and
employment. Furthermore, the center teaches new immigrants the Hebrew
language.
7- Summer Camp: Children in need, age 12 years old and younger,
participate in two summer camps during August.
8- Project of Monitoring : The project provides a hotline services to
children in distress.
9- The "Linen' Program: This is a community project. It is run by a group
of volunteer women. The project provides individual and family counseling
and immediate assistance for wornen with difficulties with parenting and
other areas.
10- Distress Press Stud: A program that provides distress press stud to rhe
elderly. Elderly use alarms for help by pressing the instrument when they
are in emergency situations.
1l- Project of Commitment: Two community programs are run by the
departments of social services and education. These programs provide
36
service$, such as students serving elderly, families, and children. Also,
students with high academic skills tutor other students with learning
problems.
In addition, the department of social services of Arad runs a number
of support groups such as a self support group for the immigrant elderly, a
parents group, and a group for children of the disabled elderly.
Furthermore, the department established a special unit dealing only with
immigrants and their problems.
Finally, the department had decided to establish another day care
center for the elderly as well as a day care center for "old immigrants", and
a social club for youth ( Local Council of Arad, 1992).
JI
Figure 3.3.








































4.1. Purpose of Study
4.2. Review of Research questions
4.3. Hypotheses
4.4. Variables
4.5. Detinitions of Concepis





In July of 1993, I started collecting data related work satisfaction
among Arab and Jewish social services employees in Southern Israel. The
following are the methods used in this study.
4.1. Purpose of Study
The sample of this study was drawn from all Arab social services
departments in Southern Israel and one Jewish social service department that
was randomly selected from Jewish social services departments in Southern
Israel. The study was intended to collect data on work satisfaction of
employees of Arab and Jewish social services and to find the similarity and
differences of work satisfaction between Arab and Jewish employees.
4.2. Review of Research Questions
The study was conducted to answer the following questions:
Q I : Does work satisfaction of Arab social services employees who are
controlled by nominated admini strative structures differ from work
satisfaction of Jewish social services employees?
Q2: Is work satisfaction of Arab social services employees who are
controlled by an elected local administrative structure similar to work
satisfaction of Jewish social services employees?
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4.3. Hypotheses
The following two hypotheses were rested in this study:
H I : Work satisfaction of Arab social services employees of nominated
administrative structures is different from work satisfaction of Jewish social
services employees.
H?: Work satisfaction of Arab social services employees of elected
administrative structure is somewhat similar to work satisfaction of Jewish
social services employees.
4.4. Variables
Work satisfaction was the dependent variable under investigation,
whereas the variables of administration structure, organizational
environment, roles, working conditions, and working with staff were the
independent variables. On the other hand, variables of gender, age,
education, number of years in the current job, and ethnic background were
not tested because of my belief that these variables could affect work
satisfaction. And, unfortunately, these variables could not be controlled.
since there is no way to prevent their effect on the dependent variable - work
satisfaction.
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4.5. Definitions of Concepts
:ThiscategorydescribesthoseComponentsofa
sequence of events in which some overall aspect of the administration
structure such as communication, encouragement of team work, exchange
of opinion, concern about employees, dealing with difficulties.
: The category describes those components of a
sequence of events related to organizational environment such as awareness
of the needs of employees, realistic tasks, resources of budget, work
strategies, decision-making process.
Working Conditions: This category is used to describe physical conditions
of the organization, accessibility of the services to clients, amount of q,ork
or the facilities available for doing the work, flexibility, salary.
R o I e s : The category describes improvement of professional work,
promotion, actualization of knowledge, capability, responsibilitl,,
independence, and self- actualization
Wprking with Staff: This category is related to communication patterns
between staff, relationships, cooperation at work, commitment, feedback,
and exchange of ideas and thoughts.
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4.6. Target Population and Location
The population studied was the staff of social services departments
employed in four councils in Southern State of Israel. In Southern Israel
Arab and Jewish social services are segregated.
4.7. Sample
The sample included three groups of social service departments in
South Israel: two Arab groups and one Jewish group.
Group A: Social services staff of the Councils of Masos and Shoquet. They
are nominated Councils, serve an Arab population, and are headed by two
nominated Jewish Chairmen.
Group B: Social services staff of the Council of Rahat. It is an elected
Council, serves an Arab population, and is headed by an elected local Arab
Chairman.
Group C: Social services staff of the Council of Arad. It is an elected
Council, serves a Jewish population, and is headed by an elected local
Jewish Chairman.
The sarnple consisted 60 Arab and Jewish employees of social
services departments in Southern Israel: 18 subjects of group A; 16 subjects
of group B; and 26 subjects of group C. All subjects selected were
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employed 6 months and more at the time of data collection. Because of the
small size of the organization in both groups A & B, all staff of these groups
were asked to participate in the study. Group C was randomly selected from
a list of Jewish councils in Southern Israel, and its 26 employees were asked
to participate in the study,
Of the 60 subjects only 44 subjects had completed filling out
questionnaires: 15 subjects of group A; 15 of group B; and 14 of group C.
Of the 16 subjects who had not participated in the study, three employees
were new in their current job and all others were on their summer vacation,
and there was no way to reach them.
4.8. Instrument
The questionnaire used to measure work satisfaction in this study
originally was developed by Wanous and Lawler (197?). Some of the items
included in the questionnaire were added by the investigator and the thesis
advisor. The questionnaire included five dimensions. These are the
following:
1. Work Satisfaction with administration structure (SAS), 23 items.
2. Work Satisfaction with organizational environment (SOE), 10
items.
3. Work Satisfaction with roles (SR), 14 items.
4. Work Satisfaction with working conditions (SWC), 10 irems.
5. Work Satisfaction with working with staff (SS), 9 items.
The questionnaire (Appendix I ) included 66 items. They were closed-ended
questions. Subjects were asked to indicate their answers on a S-Point Likert
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Scale of Satisfaction. Possible responses ranged from ( I ), strongly
dissatisfied to (5), strongly satisfied. The questionnaire took about 30
minutes to be completed. Employees were informed that their
participationin the study was completely voluntary. They could withdraw
any time before completing the questionnaire. They were also informed that
there will be no access for anyone, except the investigator, to data being
collected. Explanation and clarification of questions were provided before
and during completion of the questionnaires.
4.9. Statistical Methods










5.1. Group A - Masos and Shoquet
Fifteen of the eighteen employees of both social services departments
had answered the questionnaire ( 4 employees of Shoquet, and I I
employees of Masos).
5.1.1. Satisfaction with Administration Stmcture (SAS):
The findings show that 35JVo of employees were satisfied with their
administration structure ( level 4), ?7.57o w€r€ somewhat satisfied (level 3),
and 27 Vo were strongly satisfied (level 5). 9 .5Vo reported rhey were
dissatisfied (level 2) with their administration structure, and 0.3Vo said rhey
were strongly dissatisfied. In terms of level of satisfaction, the mean score
of SAS is 3.8 on a S-Point Scale, whereas (1) is strongly dissatisfied and (5)
is strongly satisfied and SD ( Standard Deviarion) is 0.95.
5.1.?. Sptisfaction with organizatiqnal Envitonment (SoE):
Thirty eight percent of employees said they were satisfied and l|Vc
said they were strongly satisfaction. 37 .337o rcported they felt somewhat
satisfied, 9.337o wErE dissatisfied, and t.34Vo were strongly dissatisfied.
60Vo of employees said they were somewhat satisfied regarding rhe item of
updating new work strategies, 4ATo were somewhat satisfied regarding the
items of openness to new ideas and suggestions, staff participation in the
decision-making process, and the item of coordination among the different
subsystems in the organization. Another 13 .3Vo reported they were
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dissatisfied (level 2) regarding the question about open and free
communication of new information, and 26.6Va said they were dissatisfied
with sufficient resources and budget. The mean score of SOE is 3.55 on a 5-
Point Scale and SD=0.89.
5.1.3. Satisfaction with Role (SR):
The majority of employees in this group were either sarisfied (level 4)
with their roles (41,\Vo) or somewhat satisfied (27.tVa). ?Z.g7o reported
they were strongly satisfied. Only 6.2Vo of employees said they were
dissatisfied. The mean score of SR is 3.8 and SD is 0.95.
5.1.4. sutisfa.tion *ith wgrking conditipns (swc):
Sixty eight percent of employees fall between the levels of somewhat
satisfied to strongly dissatistied : ZVc were strongly dissatisfied, Z6Vo were
dissatisfied, and 40Vo were somewhat satisfied with their work conditions.
24JVa of employees said they were satisfied and only 'l .3?o said they were
strongly satisfied with their work conditions. 46,7Vo felt dissatisfied with the
geographic Iocation of their departments. Another 46.77o said they were
dissatisfied regarding issues related their privacy while working with clients.
20Vo were dissatisfied with their salary, and 60?o were somewhat satistied
with the salary. One third of the employees were dissatisfied regarding the
item related to the accessibility of the social service department to the target
population. The mean score of SWC is 3.09 and SD is 0.93.
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5.1.5. Satisfaqtion with working w.ith Staff (SS):
The majority of employees were somewhat satisfied when they work
with staff (34. ITo)" 31.97o reparted they were satisfied, and 75.97o were
strongly satisfied. On the other hand, 7.4Vo were dissatisfied, and 0.'lTo
were strongly dissatisfied. The mean score of SS is 3.75 and SD is 0.95.
To sum up, 35.5Vo of employees of the social service departments of
the Councils of Masos and Shoquet were satisfied (level 4) with their work,
?17o were strongly satisfied (level 5), and 3l.7Vo wEtE somewhat satisfied
(level 3). On the other hand, ltVo were dissatisfied (level 2), and about 17c
of employees were strongly dissatisfied (level 1) with their work. The
general mean score of satisfaction is 3.65 on a S-Point Scale with SD of
0.95. Tables 5. I .A & 5. 1,8 summanze the findings of group A. Graph 5. I .
shows the percentages of group A by dimensions and level of Satisfaction.
Also see Appendix B /group A.
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Table 5.1.A.
Percentage of Work Satisfaction of Group A by
Dimensions and Level of Satisfaction
N=15
Iable 5. 1.8.
Means & Standard Deviation of
Work Satisfaction in each Dimension
Level SAS SOE SR SWC SS
I 0.3 1.34 0 ,) 0.7
2 9.s 9.33 6.2 26 '1.4
3 27.5 37.33 27.1 40 34.t
4 35.7 38 43.8 24.7 31.9
5 27 14 ,1 0 7.3 1(O
Total 100Vc l00Vc l00Vo l0AVo 100Vc
Dimension SAS soE SR SWC SS General
M 3.8 3.54 3.8 3.09 3.7 s 3.6s
























































































































5.2. Group B - Rahat
The participation of employees in this study was almost t00To. Only
one employee did not participate for personal reasons. All other 15
employees of the social services department completed the questionnaires.
5.2.1. Satisfaction with Administration Structure (SAS):
The majority of employees reported they were satisfied with their
administration structure (43 .SVo) and 28 .27o were strongly satisfied.
2l.7Vc said they felt somewhat satisfied, 4.9Vo were dissatisfied, and 1.7Vc
said they were strongly dissatisfied with the administration structure.
Regarding the questions whether the administration structure serves a social
model for the improvement of the professional functioning, 26.77o said they
were dissatisfied. Another 46.77c of employees were somewhat satisfied
regarding items including encouragement of exchanging opinion and ideas
among workers, and the use of staff meetings for brain storming of workers'
ideas. The mean score of SAS is 3.9 with SD of 0.9.
5.2,2. Satis.faction with Organizational EnvironUrent.(.SOE):
Almost eighty two percent of employees reported they were either
strongly satisfied (36JVo) or satisfied (44.7Vo) with their organizational
environment. 12.6Vo were somewhat satisfied, 2.7Vo were dissatisfied, and
3.3Vo were strongly dissatisfied with the organizational environment. Two
of the 15 employees participated in the study said they were strongly
dissatisfied because they didn't have an open and free cofitmunication of new
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information, and only one employee felt strongly dissatisfied when asked
about staff participation in the decision-making process. Another employee
demonstrated strongly dissatisfaction regarding items including the concern
and interest of the organizational environment in the worker and updating
new work strategies. The mean score of SOE is 4.08 with SD of 0.9.
5.2.3. Sqtisfaction with. Role (SR):
The majority of employees said they were satisfied with their roles
(45 .7 Vr), 75 .7 Vo were strongly satisfied, and 18 .6Vo said they were
somewhat satisfied. On the other hand, 'l .lTo reported they were
dissatistied with their role, and about 3Vo said they are strongly dissatisfied.
26.7Vo were dissatisfied with the item of actualization of professional
knowledge, l3.3Vo wErE dissatisfied with the item of role independence,
and 20Vo were strongly dissatisfied with the same item. Furthermore,
t3.3Vc were strongly dissatisfied and \AVo were dissatistied with item
concerning options to contribute to the society in large. The mean score of
SR is 3.84 and SD=0.98.
5.2.4. Satisfaction With Working Conditiorrs (SWC):
Thirty four percent of employees said they were satisfied with their
working conditions and 29.3Vo were strongly satisfied. Another 26.7Vc
reported they were somewhat satisfied and only l}Vo felt dissatisfied with
their working conditions. Regarding their satisfaction with the geographic
location of their department only ? of the l5 employees said they were
somewhat satisfied, and all others were either satisfied (n=5) or strongly
satisfied (n=8) with the location of the department. One third reporred
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they were dissatisfied with their salary, 26.7Vo with bonuses,
encouragement and support , 20Vo were dissatisfied with the office
assistance and other services, and with the cooperation between them and
the Social Service Ministry. The mean score of SWC is 3.83 and SD= 0.96.
5.2.5. Satisfaction with Worhing with S.lqff (SS):
Eighty seven percent were either satisfied (47 .4Vo) or strongly
satisfied $ATo) when they work with other staff. l}.4flo said they were
somewhat satisfied, and only 2.2Vc reported they were dissatisfied when
they work with other staff. Those who reported dissatisfaction (n=2) said
they were dissatistied with the staff commitment to the designated goals
and with item regarding friendly and warn relations among staff members.
The mean score of SS is 4.25 with SD of 0.73.
To sum up, the majority of social service employees of the council of
Rahat reported they were either strongly sati sfied (30 .7 Tc) or sati sfied
(43.27c) with their work at the social services department. 18.97o said they
were somewhat satisfied, 5.5Vo were dissatisfied, and l.7Vo were strongly
dissatisfied with their work. The general mean score for all dimensions is
3.95 on a scale of S-Point Scale with SD of 0.93. Tables 5.2.A &.5.2.8
summarize the findings of group B. Graph 5.2. shows the percenrages of




Percentage of Work Satisfaction
of Group A by Dimensions and Level of Satisfaction
N= 15
Table 5.2.8.
Means & Standard Deviation of
Work Satisfaction in each Dimension
Level SAS SOE SR SWC SS
I 1.7 3.3 2.9 0 0
2 4.9 2.7 7.t 10 11
3 21;7 12.6 18.6 26.7 10.4
4 43.5 44.7 45.t 34 47.4
5 28.2 36.7 25.t 29.3 40
Total 1007o lO1Vo l00Vo lA1Vc 100Vc
Dimension SAS SOE SR SWC SS General
M 3.9 4.08 3.84 3,83 4.25 3.9s














































































5.3. Group C - Arad-
Fourteen of the twenty six employees of the social services
department of the council of Arad answered the questionnaire. The reason
for the low response rates in the study was because many employees were on
vacation when this study was conducted last summer.
5.3. l. satisfaction with A.dministration $tructure (sAs):
The majority of employees said they were strongly satistied with rheir
administration structure (53Vo). Other 37Vo said they were satisfied. 7.4Vc
reported they were somewhat satisfied, and only 2.2Vo said they were
dissatistied with the administration structure. The mean score of SAS is
4.41 with SD of 0.72.
5.3.2. Satisfaction with O{ganizational Environment (SoE):
Almost 807o reported they were either strongly satisfied 4AVa) or
satisfied (39.3Vo) with their organizational environment. 15.7Vo said rhey
were somewhat satisfied and only 5?o felt dissatisfied. Two of the 14
employees said they were dissatisfied with the updating of new work
strategies and with the item related to open and free communication of new
information. The mean score of SOE is 4.14 and SD= 0.86.
5.3.3. Satisfaction with RolE (SR):
Forty eight percents of employees were strongly satisfied with their
role at the social services department of Arad. 43.3Vo said they were
satisfied and only 8.'7Vo were somewhat satisfied with their roles.
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No one reported dissatisfaction or strong dissatisfaction with their role.
35.77o said they were somewhat satistied with their promotion option and
three of the 14 employees were somewhat satisfied with their options for
professional improvement. The mean score of SR is 4.40 with SD of 0.6.
5.3-4. satisfaction with working conditions (sWC):
Almost forty two percents reported they were satisfied with their
working conditions, 34.37o wEtE strongly satisfied, 20Vo were somewhar
satisfied, and only 4.37o said they were dissatisfied with their working
conditions. 7I.4Vo reported they were somewhat satisfied with their salary,
and L4.28Va wErE dissatisfied with the salary. Furthermore, 42.85Vo were
somewhat satisfied with bonuses, encouragement and support. The mean
score of SWC is 4.06, (SD= 0.84).
5.3.5. Satisfaction with Working with_Sjaff (Sg):
No one reported either strongly dissatisfied or dissatisfied with their
work with other staff. Only 1,6Vo said they were somewhat satistied and all
others said they were satisfied (28,6Vo) or strongly satistied (69.9Vc) when
they work with other staff. The mean score of SS is 4.68 with SD of 0.49.
To sum up, almost half of the employees of the social service
department in the city of Arad were strongly satistied (level 5) with their
work. Another 38.2Vo were satisfied (level 4), l0.IVo were somewhat
satisfied (level 3), and only Z.LVI felt dissatisfied (level 2). The general
mean score was 4.35, and the SD was 0.75. Tables 5.3.A & 5.3.8
summarize the findings of group A. Graph 5.3 shows the percenrages of
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group A by dimensions and level of satisfaction. Also see Appendix
B/group C.
Table 5.3.A.
Percentage of Work Satisfaction
of Group A by Dimensions and Level of Satisfaction
N=14
Table 5.3.8.
Means & Standard Deviation of
Work Satisfaction in each Dimension
LeveI SAS SOE SR SWC SS
I 0 0 0 0 0
2 ?.2 5 0 4.3 0
3 7.4 15.7 8.7 20 1.6
4 37 39.3 43.3 41.4 28.6
5 53.4 40 48 34.3 69.8
Total 100Vo 100qc lO07o 1007o lO0Vo
Dimension SAS SOE SR SWC SS General
M 4.41 4.14 4.40 4.06 4.68 4.35





















































Almost 50Vo of the employees of group C (Jewish Council) reporred
they were strongly satisfied (level 5) with their work at the social service
department, while only 30.7 To of employees of group B ( Elected Arab
Council), and TLVI of employees of group A (Non-elected Arab Council)
reported the same level of satisfaction. On the other hand, 43.?Va of group
B, 38.27o of group C, and 35.5 Vo of group A said they were satisfied (level
4). Furthermore, 3l.7%o of group A, 18.9Va of group B, and only 10.l Vc of
group C were somewhat satisfied (level 3) with their work. Another 11 Vc of
group A, 5.5Vo of group B, and Z.lVo of group C reported they were
generally dissatisfied (level 2). Finally, I.7?o of group B, and 0.BVc of
group A were strongly dissatistied (level 1) with their work. The general
mean scores are: Croup A: M= 3.65, SD=0.95, group B: M- 3.95,
SD=0.93, and group C: p[= 4.35, SD=0.75. Tables 5.4.A & 5.4.8 compare
the findings of all groups. Graphs 5.4.A, 5.4.8., and 5.4.C. show the
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of all Groups
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Dimension M1 SDI M2 SD2 M3 SD3
SAS 3.8 0.95 3.9 0.9 4.41 0.72
SOE 3,s4 0.89 4.08 0.9 4.14 0.86
SR 3.8 0.85 3.84 0.98 4.4 0.6
SWC 3.09 0,93 3.83 0.96 4.06 0.84





























































































































6.1. Review of Hypotheses
HI: Work satisfaction of Arab social services employees of nominated
administrative structures is different than work satisfaction of Jewish social
services employees.
H2: Work satisfaction of Arab social services employees of an elected
administrative structure is somewhat similar to work satisfaction of Jewish
social services employees.
6.2. Summary of Findings
The findings of the study seem to support both hypotheses.
According to the tindings, the general mean score of work satisfaction of
Jewish employees was 4.35 with SD of 0.75 on a S-Point Scale, where (l )
is strongly dissatisfied and (5) is strongly satisfied. The general mean score
of work satisfaction of employees of group B (Rahat) was 3.95 with SD of
0.95, and work satisfaction of employees of group A (Masos and Shoquet)
was 3.65 with SD of 0.95.
6.3. Discussion
There are several factors which may explain the differences between
reported work satisfaction of Arab and Jewish social services employees.
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These factors are the following:
A. Administration Structure
The State of Israel is a unitary political system that is conrrolled by the
national government. According to Lazin (1987), "Local governments are
empowered to do only that which Parliament or government have authorized
them to do" (p. 11). The Israeli Minister of Interior has to approve all local
administration, policies, and taxes. Furthermore, the Interior Minister has
the authority to remove an elected administration and to nominate another.
In some cases he/she can cancel the participation of the Iocal population in
their election of the local administration (Lazin, 1987). Regarding social
services, planning of new programs, decision-making, and budgets are
decided by the national government (Haider, 1991).
Those facts, taken together with the Israeli-Arab continuing conflicr,
may determine the level of work satisfaction and dissatisfaction of Arab
employees. Furthermore, employees, especially minorities tend to avoid
conflict with management since it often leads to a political confrontation
(Morgan, G. 1986). Therefore, administrators, whether elected or
nominated, will do whatever they are asked to satisfy their upper
administrators.
The findings of this study support our hypothesis that Arab employees
of an elected administration and those of nominated administrations have
almost the same level of satisfaction (Masos and Shoquet= 3.8, Rahat =
3.9). In contrast, work satisfaction of Jewish employees was rated as 4.41.
64
This can happen when both local and national administrators share similar
interests and work together to advance and improve services to their people.
B. Organi4ation EnvironrEent
l. A comparison of the number of social services staff of both Arab
groups, employed by the nominated and elected administrations, with those
at the Jewish department of social services of Arad shows that 34 Arab
social services employees serve a population of 98,020 people. Of rhem
50,000 people live outside the villages in ternporary houses and tents in
harsh conditions. In the Jewish social services department there are 26
employees providing services for 17,400 people. Furthermore, only g
social workers (of whom three are part time) provide general social work to
the 76,420 people of Masos and Shoquet, meaning 10, 190 people for each
social worker. In Rahat there are 4,320 people for each social worker,
whilst there are 1,582 people for each social worker in the Jervish city of
Arad,
2. As described in chapter three, the department of social services of
Masos has four social programs, but they are all new programs u,ith
minimum physical conditions and staff. The department of social services of
Shoquet almost has no social programs. Furthermore, in both departments
there is no clear division of work between social workers. Every one does
every thing in the area of social work. In comparison, the departments of
social services of Rahat and Arad have more social programs and there is a
clear work division between social workers, as well as between units.
65
In addition, the social services department of Arad has almost twice the
social programs that Rahat has, although Rahat has 4,200 people more than
Arad.
According to Sutermeister (1976), organizational structure and size
are correlated with work satisfaction and productivity.
The findings of the study indicate that work satisfaction of employees
of nominated administrations with their organizational environment was
3'54. Work satisfaction of employees of Rahat and Arad (group B & group
C) with their organizational environment was somewhat similar (Rahat =
4.08, Arad - 4.14). These findings show the relationship between the
organizational environment of the organization and work satisfaction of
employees.
C. Roleg.jn Work
The category of roles included iterns concerning options for
professional improvement, promotion, actualization of professional
knowledge, independence in work, personal initiative, self actualization,
and others.
Sutermeister (1977), considered three level of needs that people as
human beings aspire to achieve. These are physiological needs, social
needs, and egoistic needs. The latter includes knowledge, achievement,
competence, independence, self actualization, self respect, and
recognition. Herzberg ( t 966), labeled these needs as motivators .
According to him, these factors can increase or decrease satisfaction of
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employees. However, sometimes, even if these needs are satisfied,
employees may still have aspiration for more advancement and promotions.
Therefore, what might be satisfied today, can be dissatisfied tomorrow.
In 1990, the Elecffical Wortd reported that 79To of employees who
participated in a survey in PacifiCorp and Utah to explore "What turn
employees on and off'found that employees were most concerned about the
opportunities for job advancement.
In their study of 'Job satisfaction and its correlates among public
relations workers" , Rentner and Bissland (1990) found that employees are
most likely to be satisfied when they are given a chance to do the things they
do best, to use their skills and abilities, and to do the work that is
meaningful for them.
The findings of my study lend support to those of these previous
studies. In both Arab groups, there was almost no difference between
satisfaction of employees with their roles: promotions, options for
professional knowledge, contribution to their society and others. The mean
score of work satisfaction with role for group A was 3.8 with SD of 0.85.
The mean score for group B was 3.84 with SD of 0.98, However, there was
difference between the satisfaction of Arab employees and that of Jewish
employees (M=4,4, SD=9.6;. For example: 57.1Vo of Jewish employees
were 'istrongly satisfied" with their options to contribute to their community
and 35.7Vo were "satisfied" with this option. In comparison, 4AVo of
employees of group A were somewhat satisfied with these options. 85 .jTa
of employees of Arad , 40Vo of Rahat, and only 26.6Vo employees of Masos
and Shoquet were strongly satisfied concerning the item of identification
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with their social services department. Furthermore, 64.37o of Jewish
employees and 53,3Vo of Arab employees of group B were satisfied with
options related to self actualization. 40To of the Arab employees of group
A reported being somewhat satisfied with these options. Concerning options
of actualization of professional knowledge, all Jewish employees reported
they were either strongly satisfied or satisfied while 26.6Vo of employees of
group A were dissatisfied and 33.3Vo of group B were somewhat satisfied.
The differences between satisfaction of Arab and Jewish employees
could be explained by the differences of the organizational structures,
administrations, and by the fact that they are dependent on what the Interior
Minister wants, the opportunities of Jewish employees to use their
knowledge, and by the political differences governing the lives of both Arab
and Jews. But another explanation of the differences between satisfaction
of Arabs and Jews can be considered.
D. Workins Conditions
In her study, "Job Satisfaction Among Social Workers in Public and
Voluntary Child Welfare Agencies" (1991), Diane Vinokur-Kaplan
reported that factors make employees most dissatisfied with their work are
working conditions, salary, and (lack of) feelings of accomplishment. In
her study, STVo of employees reported they are dissatisfied with their salary,
37Vo with their working conditions, and 22Vo were dissatistied with their
accomplishment.
According to Baron (1989), the factors of salary, physical working
conditions, quality of supervision, relations with others, and job security,
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labeled by Herzberg the Hygiene factors have a strong effect on satisfaction
and dissatisfaction of employees.
In this study, employees of group A reported they were somewhar
satisfied with their working conditions (M=3.09, SD=0.g3), while
employees of group B and group C were more satisfied with their work
conditions (M of B=3.83, SD=0.g6, M of c= 4.06, SD=O.g4). The
differences between work satisfaction of employees of group A and
employees of group B and C could be related to the following facrors:
1' Geographical Location: The departments of social services of
Masos and Shoquet (group A) are physically located in the city of Beer-
Sheva. The city is around 20 Km far from the Arab villages served by these
departments. Furthermore, most of the people living outside the villages,
(50'000 people), have serious difticulties in transportation when they wanr
to come to the departments for help. Moreover,. the roads to the Arab
reservations, (outside the villages), are bad. This makes it very difticult to
make home visits and follow-ups. In comparison, the social services
departments of Arad and Rahat are located within the communities being
served.
The findings show that 33.4Vo of employees of group A reported they
were some what satisfied with the physical location of their departments,
46.77o were dissatisfied, and only \AVo were satisfied with this variable.
Furthermore, 33.47o said they were dissatisfied with the accessibility of the
departments to the population and 40Vo said they were somewhat satisfied
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with this accessibility. In comparison, 53 .4Vo of employees of Rahat
reported they feel strongly satisfied with the location of the departmenr, a
third of the employees were satisfied, and only ?ATo reported they feel
somewhat satisfied with the location. Concerning the accessibility of the
department to the population of Rahat, 6AVo said they were strongly
satisfied and 33.4Vo were satisfied with this variable. In the department of
Arad, 64.3Vo were strongly satisfied with the Iocation of the department,
28.5 Vo wErE satisfied, and 7 .ZVo were somewhat satisfied. Moreover, 5'7 Vc
said they were strongly satisfied with the accessibility of the department to
the population and 35.77a were satisfied. These findings show the positive
correlation between the physical location of the organization, as well as its
accessibility to the target population, and employee work satisfaction.
2. Physical Conditions: According to Sutermeister (1976), one of the
factors most affecting motivation of employees at work is the physical
condition of the organization. Physical conditions such as the size of the
office, noise, lighting, rest periods, and so on can increase or decrease
work satisfaction of employees. Elbaz (1993) reported that the units of
social services in the villages of Masos are in bad physical conditions and so
are other depafiments such as health and education.
The findings in this study show that 40To of employees of the
departments of social services of Masos and Shoquet were either dissatisfied
or strongly dissatisfied with the physical conditions of their offices and lSVc
were somewhat satisfied with these conditions. 46.7Vo reported they were
dissatisfied with (lack of) privacy when they work with clients.
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Twenty percents reported they were dissatisfied and 53.47o were somewhat
satisfied with their office's assistance and other services. In comparison,
33.4Vo of employees of Rahat and 7I.4Vo of employees of Arad said they
were strongly satisfied with the physical conditions at their offices. 46.7Vo
of employees of Rahat, and 21.47o of Arad were satisfied with these
conditions. Furthermore, 7!.4Vo of employees of Arad and 4Z,BVo of
employees of Rahat reported they were satistied with privacy when rhey
work with clients.
3. Salary: People as human beings aspire to satisfy their basic needs.
Maslow (1943) presents these needs in a hierarchy of five levels. In the
basis of this hierarchy are physiological needs such as oxygen, water, food,
housing, and clothing. According to him, these needs have to be satisfied
before higher level become motivators. However, these basic needs can be
met mainly through payment and security of an employment (Sutermeister,
197 6).
In this study 60Vo of employees of Masos and shoquet reported thel,
were somewhat satisfied with their salary, 207c were dissatisfied, and ZyVc
were satisfied with the salary. Furthermore, 46.1?o wer1 somewhat satisfied
and 26.6Vo were dissatisfied with bonuses, encouragement, and support. In
Rahat, employees reported almost same level of satisfaction with these
variables: 53.3Vc wlre somewhat satisfied and 35.7Vo weft dissatisfied with
salary, 53.3Vo were somewhat satisfied and 26jVo wlre dissatistied with
bonuses, encouragement, and support. In comparison with the department
of social services of Arad, almost the same attitudes to salary and benefits
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were reported: 7l.4Vo reported they were somewhat satisfied with their
salary, and 14.3Vo wEtE satisfied, and l4.3Vo were dissatisfied with their
salary. Furthermore, 50To said they were satisfied, and 42.87o were
somewhat satisfied with bonuses, encouragement, and support.
Therefore, most Arab and Jews employees agree that their salary and
benefits were not enough to satisfy them. This tends to support the
relationship between salary and work satisfaction.
E. Workins with Staff
This item is used to test work satisfaction with communication,
cooperation, tnrst, relationship, and support between employees.
Herzberg (1966) listed this variable under the category "Hygieneo'.
According to him, factors included in this category should prevent work
dissatisfaction. Baron (1986), presents strong evidence that these factors
can increase or decrease the work satisfaction of employees.
Diana Vinokur-Kaplan (1991) found in her study of job satisfaction of social
workers that 22To of employees were dissatisfied when they work with other
colleagues.
In this study, work satisfaction of employees of elected administrative
structures, Arab and Jews, was somewhat similar, although satisfaction of
Jewish employees was higher than that of the Arab's. The mean score of
satisfaction of Jewish employees was 4.68 (SD=0.49) and the rnean score of
satisfaction of Arab employees of group B was 4.?5 (SD=0.75). In
comparison, employees of Arab nominated administrative structures headed
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by Jewish Chairmen were less satisfied than employees of groups B and C.
The mean score was 3.75 (SD=0.95). The differences between satisfaction
of Arab and Jewish employees resulted mainly from the following factors:
+ Communication and exchange of knowledge: 50Vo of Jewish employees
were strongly satisfied and 42.8Vo were satisfied with communication and
exchange of knowledge between employees. In Rahat, 46.6Vo were satisfied
and 207o were somewhat satisfied with this factor. In comparison , 40Vc of
employees of group A (Masos and Shoquet) were somewhat satisfied.
'}rr Collective Decision-Making and Problem-Solving: 64.?Vo of employees
of Arad said they were strongly satisfied with the decision making and
problem solving and all other employees of this group were satisfied. In
Rahat, 53.37o were strongly satisfied and 33.3Vo weft satisfied with this
factor. Unlike them, 40Vo of employees of group A were someu,hat
satisfied with the way decision were taken and problem solved.
t Exchange of help and support: While 85.'|Vo of Jewish employees were
strongly satisfied, 33.3Va of employees of group A were somewhat satisfied
and 13.3Vo wile- dissatisfied regarding this factor. In Rahat (group B) 53.37c
were strongly satisfied and 33.37o wlr? somewhat satisfied.
+ Development and Exchange of New Ideas and Thoughts: 40Vc of
employees of Masos and Shoquet were somewhat satisfied with this item
while 64.3Vo of group C and 33.3Vo of group B were strongly satisfied.
To sum up, the low level of satisfaction with working with staff of
employees of group A could resulted from the fact that one third of the
employees of this group were Jewish. This study tested work satisfaction of
all Arab social services employees and did not exclude employees from
different ethnic background. All employees of group B are Arabs and all
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employees of group C are Jews.
The differences between work satisfaction of group A and groups B
and C tends to support my hypothesis that differences between
administrative structures and the way they are established can increase or
decrease work satisfaction of employees.
Conclusion: The findings indicate the effect of the independent variables:
administration structure, organizational environment, role, working
conditions, and working with staff, on work satisfaction of social services
employees. Other factors that were not studied here include flge , gender,
ethnic background, education and working with clients. These also may
affect employees' work satisfaction. Furtherrnore, the following variables
surfaced during the study and showed some influence on work satisfaction
of employees: how long the social services department has been established,
the number of years the employee is in his or her current job, the type of the
social programs and community projects, how Iong these programs are
existing, division of work between employees, type of supervision, and the





This study found that work satisfaction of Arab social services
employees may be different from work satisfaction of Jewish social services
employees. Indeed work satisfaction of both Arabs and Jews, when both are
controlled by elected adrninistrative stmctures appeared somewhat similar,
although work satisfaction of Jewish employees was rated higher in average
than that of Arabs. In addition to factors suggested by other researchers in
organizational behaviors (Herzberg, Baron, and others) regarding the effect
of salary, working with colleagues, promotions, advancement, and others,
the main reasons for the differences between satisfaction of Arabs and Jews
could be that Arab administrations do not have a free hand in their
organizations. They have to do what they asked to do by the national
government (the Interior Ministry) even when these administrations are
elected and headed by local chairmen, As I said early, the narional
government sets the policy, rules, budget, and 'taxes at both local ancJ
national levels. Furthermore, the national government has the authority to
cancel and to remove an existing administration and to nominate another
one' This authority prevents Arab local employees, as well as their
supervisors, from demonstrating their opinions, ideas, and thoughts, if
they want to keep their jobs. Moreover, the organizational structure has a
strong effect on satisfaction of employees. When an organization such as a
social services department has no authority to set its goals, objectives, and
to hire new workers, it can not assure satisfaction to its employees or the
quality of services to the people. An organization that is dependent on a




employees unless they, in effect, "keep their mouth shut".
Working conditions such as physical location and physical conditions,
deeply affected work satisfaction of Arab employees of nominated
administrations.
The findings suggest the need for more targeted approaches to
increase work satisfaction of Arab social services employees in Southern
Israel. For example, the factors most concerning employees of group A
were administrative structures, organizational environment, and working
conditions. While nothing can be done with the administrative strucrures in
the current conditions of Arab and Jewish conflict, I suggest the following
changes to enhance work satisfaction of Arab social services employees in
Southern Israel:
A. Phypical Conditions:
1. Shift the departments of social services of Masos and Shoquet to the
Arab villages.
2- Establish social services units in each Arab village and the Arab
reservations.
3. Improve physical conditions in the social services departments, as well
as in the units.
B. Organizatio.nal Structure:
1- Increase the number of employees in the Arab social services
departments to equal those in the Jewish social services departments.
2. Hire only staff who are familiar with the people being served: language,
traditions, values, norrns, family structures, and so forth.
3. Develop more social programs and community prdects.
4. Make clear work divisions between employees.
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5. Hold weekly staff meeting.
C. Recosnition:_
1. Involve employees when hiring new staff.
2. Encourage employees to design new programs and social activities.
3. Share employees in decision-making and in problem-solving process.
4. Encourage employees to participate in social conferences, lectures, and
public presentations.
5. Send employees to represent the social services department and the
community in local and national meetings and conferences.
D. Supervision:
-
1. Share with employees all possible information, knowledge, and
resources related to their job.
2. Encourage team work.
3. Encourageemployeestoshareideas, thoughts, experiences, and
suggestions.
4. Encourage employees to raise subjects for group discussions.
5. Ask and give feedback to employees.
6. Take time to personally thank employees for their work.
E. Advancement:
1. Send employees to participate in graduate courses related to their job.
?. Encourage employees to train volunteers.
3. Set up a team of employees and appoint them as counselors for the
management of the department.
These suggestions can increase or decrease work satisfaction
depending on hou,they are implemented. For example, cooperation between
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employees and their administration and supervisors, open
communication, sharing employees in decision-making and problem-
solving, opportunities for advancement, and good physical conditions can
all increase work satisfaction. However, this does not mean we should
ignore other factors that every employee as a human being aspires to
achieve, such as money for basic needs, benefits, and job security. All
these factors together determine the overall attitudes of employees towards
their work.
Conclusion: The main goals of all social work departments are to provide
social services to the people in need, to help them to deal with the
difficulties of daily life, and to help them survive. Two major issues should
be taken in consideration in order to achieve these goals: The first
issue is to "bring" the services to the people. When planning a social
program, the planners have to decide on the physical location where the
program is to be established. The accessibility and availability of the
services to the population being served are very important and necessarl, to
the success of the program. In other words, the social programs have to be
established within the community being served. The second issue is related
to the staff. The planners, especially when planning social programs, have
to decide and to select all employees and supervisors from the communitl,
served or to hire staff who are familiar with the community: its language,
values, norms, traditions, and social structure. These two issues tend to
affect the work satisfaction of employees which, in turn, can increase
satisfaction of clients and of the community as a whole.
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LIMITATIONS AND RECOMMENDATIOI{S
The present study was limited in that it was a field study. Kerlinger
(1973) said: " Field studies are strong in realism, significance, strength of
variables, theory orientation, and heuristic quality" (p. a06). But, on rhe
other hand, field studies have a limitation, since the number of variables
can't be separated when conducting the study. In the present study, man)/
variables that were excluded might affect work satisfaction. Variables such
as age, gender, ethnic background, number of years in the current job, and
education can affect the dependent variable (work satisfaction) although they
were not included in the study. Another limitation in this study was rhe
small sample size, although almost all Arab social services employees in
Southern Israel participated in the study. A third limitation was that the
study was conducted in Southern Israel and it did not include other Arab
communities in Central or Northern Israel. These limitations may threaten
the external validity as well as the external reliability of the study although
the third group participating in the study was randomly selected and both
Arab groups included almost all Arab social services employees. To avoid
these threats and limitations and for greater generality, I recommend the
following for further studies:
1. Study work satisfaction among Arab social services employees and
compare it with the satisfaction of Jewish social services employees at the
national level.
2. Study work satisfaction of Arab social services clients and compare it
with Jewish social services clients.
79
3. Select another country with a diverse population and test work
satisfaction of minority social services employees and then compare it with
the work satisfaction of the majority. For example in American setting, this
would be done by comparing work satisfaction of Native American










This questionnaire measures work satisfaction among Social Services'
employees. Please read the following questions carefully and indicate your
choice, which reflects your own opinion, or the scale of I - 5 :
I = Strongly dissatisfied. 3 = Somewhat satisfied. 5 = Strongly satisfied.
2 =Dissatisfied. 4= Satisfied.
Your participation in this study is completely voluntary. You can withdrarv
any time before completing the questionnaire. No access will be available
for anyone to the data being collected.
Please feel free to ask questions in order to get claritication regarding the
questionnaire.









I 2 3 4 5 - Concern with the worker and hisftrer work satisfaction.
123 4 5 - Open and friendly communication.
I 2 3 4 5 - Consideration of the worker's opinion.
I 2 3 4 5 - Treatment of difficulties and work related problems.
1 2 3 4 5 - Encouragement of team work.
I 2 3 4 5 - Encouragement for exchanging opinions and ideas among
workers.
I 2 3 4 5 - The use of staff meetings for brain srorming.
| 2 3 4 5 - Reinforcement of maximal effort of workers.
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9) I23 4 5 - Defining higher standards for work performance.
10) 1 2 3 4 5 - Pushing for increased outcome.
11) 1 23 4 5 - Playing a social role for the improvement of professional
functioning.
12) 1 23 4 5 - Offering assistance to stand with time pressure.
13) 1 2 3 4 5 - Support when ever difficulties and problems arise
t4) 1 23 4 5 - Familiarity andknowledge of the worker's job.
15) 1 ?3 4 5 - Social reinforcementforworkperformance.
l6) 1 2 3 4 5 - The use of sanctions when workers fail in his/her task.
17) 1 23 4 5 - Trust and confidence in workers.
18) I 2 3 4 5 - Representing the staff in a satisfactory way towards outsider
elements.
19) 1 2 3 4 5 - Awareness of the need for staff cohesiveness.
20) 1 2 3 4 5 - Response to the professional needs of the worker.
21) 1 2 3 4 5 - Respond to the personal needs of the worker.
22) I 2 3 4 5 - Maintenance of work performance standards.
23) 123 4 5 - Support of trainee worker.






I 2 3 4 5 - Concern for and interest in the worker.
I 2 3 4 5 - Awareness of the need for the improvement of work
conditions.
I 2 3 4 5 - Realistic role-worker matching.
L 2 3 4 5 - Sufficient resources and budget.
I2 3 4 5 - Updating new work strategies.
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6) 123 4 5 - Openness tonewideas and suggesrions.
7) 1 2 3 4 5 - Open and free communication of new information.
8) | 2 3 4 5 - Decision-making is based on professional infonnation and
expertise input from the staff.
9) L 23 4 5 - Staff participation in the decision-making process.
10) I 2 3 4 5 -Coordination among the different subsystems in the
organization.
*C. Satisfactionr with Roles (SR).
1) | 23 4 5 - Options for professional improvement .
2) | ?3 4 5 - Options forpromotion.
3) I23 4 5 - Actualization of professional knowledge.
4) 123 4 5 - Fulfillment of capabilities and professional aptitude.
5) I2 3 4 5 - Responsibility performance Role.
6) 123 4 5 - Role independence.
7) 123 4 5 - Personal initiative.
8) | 2 3 4 5 - Status and role prestige.
9) 1 2 3 4 5 - Creativity in role performance.
10) 1 23 4 5 - Options to contribute to society in large.
I l) I 2 3 45 - Clarity of role definition.
1 2) 1 2 3 4 5 - Options for self actualization.
1 3) 1 2 3 4 5 - Personal interest in the role.
14) I 234 5 - Identification with the Social Services Department,
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1) I ?3 4 5 - Physical conditions in the Social Services Department.
2) l2 3 4 5 - office assistance and other services.
3) \ 2 3 4 5 - Geographic location of the Social Service Department .
4) L 2 3 4 5 - Accessibility of the Social Service Deparrment ro rhe target
population.
5) I 2 3 4 5 - Flexibility of the work hours.
6) I 2 3 4 5 - cooperarion with the social service Ministry .
7) 1 2 3 4 5 - Privacy while working with an individual parient.
8) 12345-Salary.
9) 123 4 5 - Bonuses, encouragement, and support.
10) I 23 4 5 - The worker's capability to respond to the population's needs.
r) 1 2 3 4 5 - Healthy communication and exchange of knowledge among
the workers.
I 2 3 4 5 - Cooperative planning of staff work.
I 2 3 4 5 - Collective decision-making and problem-solving.
I 2 3 4 5 - staff commirment to the designated goals.
I 2.3 4 5 - contidence and trust among staff members.
1 ? 3 4 5 - Friendly and warrn relations among staff members.









8) | 7 3 4 5 - Exchange of help and support among staff members.
9) 1 2 3 4 5 - The staff inspires development and exchange of new ideas
and thoughts.









Group A - Masos and Shoquet
Work Satisfaction with Administration Structure (SAS)
Question Level I Level 2 Level 3 Level 4 Level 5 Total
I 0 0 3 I 4 15
2 0 0 3 8 4 l5
3 0 0 3 7 5 15
4 0 I 3 6 5 l5
5 0 2 3 5 5 l5
6 0 0 2 5 I l5
7 0 3 3 5 4 15
I 0 5 ') 7 I l5
I 0 I t2 7 0 ls
10 0 I I ) 4 15
1l 0 I 5 6 3 15
12 0 2 4 3 6 l5
l3 0 7 3 4 6 l5
14 0 3 5 2 5 15
15 0 I 2 7 5 15
l6 0 3 7 2 3 15
t7 0 1 4 I 2 r5
18 0 0 3 6 6 t5
r9 0 0 J 6 6 15
20 I 3 4 6 I 15
7t 0 1 6 6 2 l5
22 0 7 6 5 2 15
23 0 I 1 7 6 15
Total I 33 95 123 93 345
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Group A, (continued),
V/ork Satisfaction with Organizational Environment (SOE)
Work Satisfaction with Roles (SR)
J
Question Level 1 Level 2 Level 3 Level 4 Level 5 Total
I I I 5 7 I l5
2 0 2 5 I 0 t5
3 0 I 7 6 I l5
4 0 4 3 6 2 15
5 0 I I 4 I 15
6 0 0 6 4 5 l5
7 0 2 5 4 4 ls
I 0 0 4 1 4 l5
9 0 I 6 5 3 l5
l0 I 2 6 6 0 l5
Total 2 t4 56 57 2T 150
Question Level l Level 2 Level 3 Level 4 Level 5 Total
I 0 I 6 7 I t5
2 0 2 2 I 't 15
3 0 ) 5 5 J 15
4 0 1 5 I I 15
5 0 0 3 -t 5 15
6 0 I 2 I 4 l5
7 0 0 I 7 l 15
I 0 2 3 6 4 15
I 0 0 5 6 4 l5
10 0 0 6 6 3 l5
1l 0 I 5 I 1 l5
t2 0 0 6 4 5 15
l3 0 3 3 6 3 l5
l4 0 0 5 6 4 l5
Total 0 13 57 92 48 2r0
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Group A, (continued),
Work Satisfaction with Working Conditions (SWC)
Work Satisfaction with working with Staff (SS)
Question Level I Level 2 Level 3 Level4 Level 5 Total
I J 1 5 2 2 15
2 0 3 I 3 I l5
3 0 7 5 3 0 l5
4 0 5 6 4 I l5
5 0 I 4 8 2 l5
6 0 3 5 5 2 15
7 0 7 2 5 I t5
I 0 3 I 3 0 l5
I 0 4 7 3 I 15
t0 0 3 I 2 I t5
Total 3 39 60 3',7 1l 150
Question Level I Level 2 Level3 Level 4 Level5 Total
I 0 0 6 5 4 l5
2 0 2 3 5 5 r5
3 0 I 6 4 4 15
4 0 I I 5 I l5
5 I 2 I 6 5 t5
6 0 I 7 3 4 l5
7 0 I 4 5 5 l5
I 0 ) 5 5 3 l5
I 0 0 6 5 4 15
Total 1 l0 46 43 3s 135
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Group B - Rahat
work Satisfaction with Administration Strucrure (sAS)
Question Level I Level 2 Level 3 Level 4 Level 5 Total
I 0 0 5 7 3 t5
2 0 0 I 7 7 l5
3 0 0 4 6 5 15
4 0 2 I ,l 5 15
5 I 0 3 I 3 l5
6 0 0 7 7 I r5
7 0 0 7 4 4 l5
I I I 3 5 5 15I 0 0 3 6 6 l5
t0 0 0 3 I 3 15
11 0 4 5 3 3 15
12 0 0 5 6 4 I5
13 0 0 4 7 4 l5
l4 I 0 3 7 4 15
15 0 2 2 I 3 l5
r6 0 0 5 8 2 I5
t7 0 0 2 9 4 l5
18 0 I 2 9 3 15
0 0 J 8 4 l5
0 ) 2 3 I l5
2t 0 2 J 7 1 15
22 2 0 2 4 7 l5
23 I 3 0 5 6 r5-





S/ork Satisfaction with Organizational Environment (SOE)
Work Satisfaction with Roles (SR)
Question Level I Level 2 Level 3 Level 4 Level 5 Total
I I 1 7 I l5
'tL 0 0 2 I 5 l5
3 0 2 ? 6 5 15
4 0 0 0 I 1 l5
5 I 0 I 6 l t5
6 0 I 0 6 I t5
'7 2 0 3 5 5 r5
I 0 0 0 7 I l5
I I 0 ') 7 5 15
l0 0 0 4 1 4 l5
Total 5 4 r9 6'.7 55 150
Question Level I Level 2 Level 3 Level 4 Level 5 Total
I 0 0 4 5 6 l5
2 I 0 5 6 l5
3 0 4 I I 7 l5
4 0 I 4 7 3 r5
5 0 I 4 I 1 l5
6 3 2 5 J 2 r5
7 0 0 2 9 4 r5
I 0 0 I -t 7 I5
I 0 0 2 I 5 15
l0 2 1 ? 5 3 15
II 0 2 5 5 3 l5
t? 0 2 2 I 3 l5
l3 0 0 I 9 5 l5
l4 0 0 I I 6 l5
Total 6 l5 39 96 54 2t0
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Group B, (continued),
Work Satisfaction with Working Conditions (SWC)
Work Satisfaction with working with Staff (SS)
Question Level I Level 2 Level 3 Level 4 Level 5 Total
I 0 0 3 7 5 15
2 0 3 3 7 2 l5
3 0 0 2 5 I l5
4 0 0 I 5 9 15
5 0 0 I 7 7 l5
6 0 3 I 2 2 l5
7 0 0 3 6 6 l5
I 0 5 I I I l5
9 0 4 I ') I 15
10 0 0 3 9 3 l5
Total 0 15 40 51 44 150
Question Level l Level 2 Level 3 Level 4 Level 5 Total
I 0 0 3 7 5 r5
2 0 0 1 l 7 l5
3 0 0 2 5 I 15
4 0 2 ) '7 4 15
5 0 0 2 7 6 l5
6 0 I I 6 1 15
7 0 0 2 8 5 l5
I 0 0 0 I 1 l5
9 0 0 1 9 5 l5
Total 0 3 l4 64 54 13s
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Group C - Arad
work Satisfaction with Administration Srructure (SAS)
Question Level I Level 2 Level 3 Level 4 Level 5 Total
I 0 I I 3 I l4
2 0 0 0 4 10 t4
3 0 0 0 I 6 t4
4 0 0 I 7 6 t4
5 0 0 I 5 I t4
6 0 0 I 6 7 l4
7 0 0 I 3 r0 14
8 0 0 I 8 5 L4
9 0 0 I 7 6 l4
l0 0 0 4 1 I t4
t1 0 0 I I 5 t4
17 0 1 I 5 7 l4
l3 0 0 2 3 9 14
l4 0 0 2 4 I l4
l5 0 0 3 6 5 t4
l6 0 2 0 5 7 t4
t7 0 0 I 3 l0 14
r8 0 0 0 l ,7 14
r9 0 I 0 4 I l4
20 0 0 I 7 6 l4
2t 0 I 0 5 I t4
22 0 0 2 5 7 14
23 0 I 0 4 I l4
Total 0 7 24 119 172 37?
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Group C, (continued),
Work Satisfaction with Organizarional Environment (SoE)
Work Satisfaction with Roles (SR)
Question Level I Level 2 Level 3 I*vel 4 Level 5 Total
I 0 0 3 5 6 l4
2 0 0 3 7 4 14
3 0 0 3 6 5 t4
4 0 0 5 5 4 I4
5 0 2 2 6 4 l4
6 0 0 1 4 I t4
7 0 2 I 4 7 l4
I 0 I I 5 7 t4
I 0 I I 7 5 r4
IO 0 1 I 6 6 l4
Total 0 7 22 55 56 140
Question Level I Level 2 Level 3 Level 4 Level 5 Total
I 0 0 3 7 4 14
2 0 0 5 5 4 t4
3 0 0 I 7 6 l4
4 0 0 2 6 6 I4
5 0 0 0 7 I t4
6 0 0 0 5 I t4
7 0 0 0 6 I t4
I 0 0 2 6 6 l4
I 0 0 I I 5 t4
l0 0 0 1 5 I 14
ll 0 0 I 6 7 14
t2 0 0 I I 4 l4
t3 0 0 0 6 I l4
t4 0 0 0 2 t2 l4
Total 0 0 T7 8s 94 196
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Group C, (continued),
work satisfaction with working conditions (swc)
Work Satisfacrion with working with Staff (SS)
Question Level I Level 2 Level 3 Level 4 Level 5 Total
I 0 0 I 3 l0 t4
nL 0 0 3 5 6 t4
3 0 0 I 4 9 14
4 0 0 I 5 8 t4
5 0 I 0 4 I t4
6 0 2 3 6 3 t4
7 0 0 I r0 3 l4
I 0 2 10 2 0 l4I 0 I 6 7 0 t4
IO 0 0 2 t2 0 t4
Total 0 6 28 58 48 140
Question Level I Level 2 Level 3 Level 4 Level 5 Total
I 0 0 I 6 7 t4
2 0 0 I 4 9 t4
3 0 0 0 5 9 t4
4 0 0 0 5 I 14
5 0 0 0 5 9 14
6 0 0 0 3 ll 14
7 0 0 0 I l3 t4-
I 0 0 0 2 T2 l4
9 0 0 0 5 9 lz-
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STUDENT: Sot-EM+t{ ABU-BADER, }vfiw GRADUATE STUDENT
JULY 6, 1993
This is to conlirm that Mr. Abu-Bader is a student in the Augsburg CoLlege
lvlaster of social work Prograrn. He ts speciatiz[ng in progra-m
Development, Po1icy and Administradon. -
He is currenfly doing research on a proiect of lob sagsfaction of social
-services employees. As such, he has developed a questionnaire and willbe asking employles of differen_t agencies to fill this out. We requesr your
cooperation with ttim in this effotrt.
Thank you very much and we'll be happy to share with you the results of
this shrdy upon completion.
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Ycrn Bloom, Department of Social Work
Ryan LaIIurd, Aaadcmic Dean t _ t )
Marcb 23,1994 . llH
Solemaa Abu Badet 'J
I have rcceived your rnelno about Soleman Abu Bader's simafiou witb his master's tbesis.
It seems clear tpqyourmEltrothatyou Eis4yiscd hiq about going ahead with his rcsearch
gvc.D thougb hc had not rtceived tbe rcquircd IRB approval. Ir tocsiot sccgt fair tnat Mr" Abu
F.4.tt't P.rog.rcss toqard his d-cgrec shoirld bc detayii bccause of this error in advicc. Thercfore,
I will waive the requirement foi IRB approval so tlrat he can complete his thcsii *4 thrr"iil, '
his deeree.
copy: Dr. Nascy Steblay, Ctair
Augsburg College IRB
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